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Abstract— The study aim to analyze employee competency 
gaps at the branch level and then develop them through 
training and learning process. The analysis covers the soft 
and hard competence.  The soft competence includes 
achievement motivation, communication skills, problem 
solving, teamwork, integrity, accountability and respect to 
others. The hard competence include marketing 
management/product selling, risk management, operational 
management, systematically  thinking-cross function, 
product knowledge, product selling approval process, and 
working procedure related to his/her job, understanding 
financial statement of company / business unit and company 
vision, mission and strategy. To conduct mapping of 
competence gap it is used competency model through clearly 
defining for each competency level. The results of the gap 
analysis will be an input to run training and learning, based 
on the level of employee competence gaps. In order to 
implement the study, it is prepared a Training Program 
Outline (TPO) for each required competencies. 
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I.  INTRODUCTION 
 
Maris Strategies in the Islamic Financial 
Intelligence Summit 2011, said that Islamic assets are 
still dominated by Middle Eastern countries, namely 
Iran, Saudi Arabia, Bahrain, UAE and Kuwait. Only 
one country in Asia that has entered the Top 5, namely 
Malaysia ranked third with total assets of USD 133.4 
billion. Indonesia is still lagging behind in the 
achievement of Islamic assets than Malaysia, but 
Indonesia has the world's largest Muslim population, 
which is a huge market potential. Therefore, Maris 
Strategies projected the world sharia in 2023, with 
reference to the development of Islamic banking in 
Malaysia, which Indonesia can be the largest one with 
$1.597,4 bn  of sharia compliant asset. Global Islamic 
Finance Report (GIFR) 2011 recently also published 
the results of the study which is quite interesting. 
Through the analysis method developed by Kaiser-
Meyer-Olkin, they make observations on 36 countries 
with 8 variables Islamic Structured Finance Country 
Index. According to the index, the development of 
Islamic banking in Indonesia was ranked first among 
non-Muslim countries. If Indonesia is categorized as a 
Muslim country because the Muslim population of 
more than 80%, Indonesia was ranked 4th, with Iran, 
Malaysia and Saudi Arabia respectively ranked 1st , 
2nd and 3rd.   Ernst & Young in Islamic banking report 
2011 – 2012  said  that  the development of Islamic 
banking is to be supported by Human Resources (HR) 
qualified in accordance with market demands. Aspects 
of human resources has been a concern of Islamic 
banking business in the world, especially in terms of 
retaining employees excellent / talented (talent 
employee) to contribute to industrial growth of  Islamic 
Banking. Talent retention has been one of the major 
challenges (key challenge) the development of Islamic 
bank 
Since 1999 the development of Islamic banking is 
quite impressive. It is seen in an increasing number of 
Islamic banks, which originally amounted to only 2 
Sharia full pledged banks (Bank Umum Syariah/BUS) 
and 3 Sharia Business Units (Unit Usaha 
Syariah/UUS) in 2000 to 11 BUS and 23 UUS in 2011 
Sharia banking assets also increased significantly in 
the last 11 years, from Rp. First, 79 trillion in 
December 2000 to be Rp 116, 81 trillion in August 
2011, or grew by 47.92% per year. The sharia banking 
growth is much higher than conventional banking 
growth of 10.92% per year. This promotes the growth 
of the share of Islamic banking assets from the 
original 0.17% in 2000 to 3:59% in August 2011. On 
the other hand, the growth of sharia banking has not 
been supported by the addition and development of 
human resources (HR). Limited human resources has 
caused the phenomenon of employee turnover among 
sharia banks are quite high, so that sharia banks which 
have adequate and competent human resources is only 
banks that can provide higher incentives or have an 
independent human resource development program. 
The limited competence of human resources, causing 
the errors and weaknesses are in the implementation 
of bank operations and affect compliance with 
applicable regulations carry out the bank. The 
awareness of the importance of human capital 
development in order to achieve the vision of the 
development of national sharia banking has been listed 
in the National Blueprint of Sharia Banking. In the 
Blueprint, the development of human capital is one of 
the most important pillars of the seven pillars of the 
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national strategic development of sharia banking 
(Sharia banking Outlook, 2010 ; Bank Indonesia, 
2011) 
PT. Bank X is a full pledge Sharia bank, 
converted from a conventional bank in December 
2009.  Now it have 5 (five) branches, in Jakarta and 
east Java.   As September 2011, the bank’s asset is 
IDR 820 bn, which the rank of 10th among 11 full 
pledge banks in Indonesia.  Since a new bank, it has to 
prepare some infrastructure to support company 
growth, including human resource infrastructure.  
They are 3 HR development Strategies: (1) Fulfilling 
the needs of HR through the recruitment of fresh 
graduates, hire special recruitment (2) Development of 
the existing human resources through a process of 
learning and training, such as training for business 
activities, operational and risk management and other 
training to support the development of employee 
competencies, (3) Improvement of remuneration of 
employees.  The competencies development is 
prioritized for branches, because they are front line - 
business units..   It has been very urgent due to branch 
performance below the target during 2011. In 
nationwide, the average of branch business 
performance is just 52.84% of financing and 41.86% 
of funding.  The Management is concern to increase 
the performance at the future time (internal data of PT 
X, 2011). 
 
II. BUSINESS ISSUE EXPLORATION 
 
Dubois et al (2004) said that Competencies are 
characteristics that individuals have and use in 
appropriate, consistent ways in order to achieve 
desired performance. These characteristics include 
knowledge, skills, aspects of self-image, social 
motives, traits, thought patterns, mind-sets, and ways 
of thinking, feeling, and acting.  According to Spencer 
and Spencer (1993) competence is the "underlying 
characteristic" of an individual who is a "causality" to 
achieve superior performance. Competencies can be 
divided into 20 competencies generic competencies, 
namely: (1) Achievement orientation/ACH, (2) 
Concern for order/CO, (3) Initiative/INT, (4) 
Information seeking/INFO, (5) Interpersonal 
understanding/IU, (6) Customer service 
orientation/CSO, (7) Impact and influence/IMP, (8) 
Organizational awareness/OA, (9) Relationship 
building/RB, (10) Developing others/DEV, (11) 
Directiveness/DIR, (12) Teamwork/TW, (13)  Team 
Leadership/TL , (14) Analytical thinking/AT, (15) 
Conceptual thinking/CT, (16) Expertise/EXP, (17) 
Self-control/SCT, (18) Self-confidence/SCF, (19) 
Flexibility/FLX, (20) Organizational commitment/OC 
. 
To develop employees competency, it is needed 
competency model related to company interests.  
Dubois, et. al. (2004) defined a competency model is a 
written description of the competencies required for 
fully successful or exemplary performance in a job 
category, work team, department, division, or 
organization. There are some models of competency; 
one of them is competency-based HR management, 
which concentrates first on the person and then on his 
or her outputs or results. 
The one way to improve human resource 
competency is through training and development. 
Rothwell and Sredl in Dubois et al (2004) describe 
training as "a short-term learning intervention. It is 
intended to build on individual knowledge, skills, and 
attitudes to meet present or future work requirements" 
Before implementing a training, it should be 
conducted a Training Needs Analysis (TNA) which 
identifies what workers must know, do, or feel if they 
are to perform work that meets organizational 
expectations. It then compares those performance 
requirements to what the individuals actually know, 
do, or feel as they work. The purpose of a TNA is to 
pinpoint knowledge, skill, or attitude deficiencies that 
can be addressed through training.   
The bank fulfill the HR competence needs with 
two ways : (1) educating existing employees (2) 
recruiting employees from other banks, especially 
those that have working experience in sharia banking. 
External recruitment is intended to speed up business 
processes, in particular to achieve the target asset IDR 
1 trillion and the pursuit of positive cumulative 
earnings targets in 2011. After operating for two 
years, the bank has managed to reach the target assets 
of Rp. 1.05 trillion, the cumulative profit is positive 
IDR 2.3 billion. However, the achievement is just the 
beginning of a the bank business road map, because 
the assets share to all sharia Banks in Indonesia has 
not reached 1%.  It has to be supported by HR 
competency development.  It would require an 
assessment of the human resources competency. The 
gap between expected and actual competence is to be 
addressed. Improvements can be done in various ways 
such as learning and training.  
 
A. Conceptual Framework 
The study intends to identify and analyze the gap 
between the targets of employees’ competence at 
branch with the results of assessment. Competencies 
include knowledge, skills and behaviors, which are 
grouped into “Soft and Hard Competence”. The target 
of competency is a target necessary to support the 
achievement of corporate strategic goals. The 
competency gap of employees will then be shortened 
through training. Training materials will be developed 
from the competency gap analysis. These gaps will be 
a priority training which take precedence. The method 
of training will be conducted by one or a combination 
of eight forms of training methods: (1) Internal 
classical Training, (2) Classical Training External, (3) 
Training via Multimedia (e-learning), (4) formal 
academic education, ( 5) periodically Seminar, (6) 
Coaching & mentoring, (7) On the job training, (8) 
Outbound.  The conceptual framework is as follow: 
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Figure 1. The Conceptual Framework 
 
B. Method of Data Collection and Analysis 
The question in this study is "How to improve the 
competence of employees through training and 
learning process based on gap analysis between the 
target and the actual conditions of competence, to 
support the achievement of corporate goals".  To 
answer the question, it needs serial steps : (1) 
interviewing with HR management to determine some 
required competencies, set up competency model and 
scales for each competency,  set up competency target 
for each branch’s job function, (2) preparing a 
modified 3600 assessment scheme, (3) allocating 
weighed portion of  each assessor against each 
assessed employee, (3) preparing survey form and 
testing its validity and reliability, (4) conducting 
survey/assessment to find actual competence level.  
By doing the gap analysis, it will be known 
competency gaps, and they are used as to prepare (1) 
Training Program Outline (TPO) and (2) priority 
sequence of training program 
 
C. Analysis of Business Situation  
Using the gap analysis, it can be described the 
competency gap for each branch’s job function, each 
follow :  
 
Table 1. The competencies gap of branch’s managerial level 
staffs 
 
No Competency Gap (%) 
1 Achievement Motivation -42.70% 
2 Company vision, mission and strategy -41.80% 
3 Accountability -38.89% 
4 Respect to others -34.52% 
5 Operational Management  -34.12% 
6 Marketing Management/products selling -33.36% 
7 Integrity -33.09% 
8 Risk Management -32.13% 
9 Team Work  -29.64% 
10 Problems solving -28.84% 
11 Communication Skills -20.32% 
12 Products selling approval process  -19.15% 
13 Working system and procedure related to his/her 
job -18.81% 
14 Systematically thinking-cross function -15.50% 
15 Product Knowledge -11.67% 
16 Understanding company/business unit financial 
report -9.91% 
The competency negative gap exceeding 30% can 
be explained as follows: (1) HR external recruitment 
is through upgrading status from their original 
companies, without any proper training/development 
to adjust their competence, (2) They tend to work 
technically, non-strategically, because some of the 
business project is directly delivered by management, 
(3) Management doesn’t socialize the vision, mission 
and strategy well yet, (4) Their scope of job and 
responsibilities are  wider and more complicated 
compared to them at their original company (5) Tend 
to work sporadically, less attention to administer  the 
planning and evaluation during working, (6) The 
communication mechanism bothh bottom up and  top 
down has not been effective, especially  related to 
marketing/selling target, (7) The procedures and 
operational workflow is still in the stage of 
consummation,, (8) The intensity of the 
communication between operational department at 
branch and headquarters are less effective 
 
Table 2.   The competency gap of branch’s account officers 
 
No Competency 
Gap 
(%) 
1 Company vision, mission and strategy -62.00% 
2 Understanding company/business unit financial 
report -61.35% 
3 Achievement Motivation -44.76% 
4 Marketing Management/products selling -38.56% 
5 Team Work  -8.65% 
6 Risk Management -4.47% 
7 Problems solving -0.18% 
8 Systematically thinking-cross function 0.79% 
9 Product Knowledge 6.00% 
10 Accountability 6.85% 
11 Integrity 7.85% 
12 Respect to others 8.47% 
13 working system and procedure related to 
his/her job 10.03% 
14 Communication Skills 14.26% 
15 Products selling approval process  15.15% 
16 Operational Management * - 
* No need for marketing staff 
 
There are differences from the gap in managerial 
level, where all competence show negative gap. 
Employees at marketing department are entirely 
external recruitment, but the mechanism is different 
from the managerial level employees. These 
employees are recruited from other company's without 
upgrading process such as managerial level. The 
employees are Account Officer (A/O) in the previous 
company. Therefore, they have relatively capability to 
achieve the targets for some competencies. The 
competence of systematically thinking-cross function, 
products knowledge, working systems and procedures 
related to their job as well as the product selling 
approval process exceed the target. This is because the 
company's organizational structure and procedures are 
still modest, the number of personnel is still small so it 
is possible to conduct intensive communication among 
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departments within the bank and the products are still 
limited. While communication skills competencies 
also exceeded the target, due to their function as a 
marketing staff who used to perform communication 
to customer and other related parties.  
The competency negative gap exceeding 30% can 
be explained as follows : (1) There is no a proper 
socialization from head office and branch 
management about vision, mission and corporate 
strategy, (2) The branch key performance indicators 
(KPI) related to financial performance have not been 
determined and applied specifically,  (3) Branch 
management has not behaved to analyze branch 
financial performance regularly yet, (4) Branch 
management can’t be  a role model yet and create a 
forum to evaluate jobs in term of more preparation and 
sustainability, (5) They tend to work sporadically 
because some business projects are directly deliver by 
Branch Management, (6) Bottom-Up – top-down 
communication style is not effective yet related to 
target market and products selling process 
 
Table 3.  The competency gap of branch’s operational staffs 
 
N
o Competency 
Gap 
(%) 
1 Company vision, mission and strategy -62.00% 
2 Understanding company/business unit financial 
report -62.00% 
3 Achievement Motivation -59.58% 
4 Risk Management -34.00% 
5 Problems solving -23.96% 
6 Products selling approval process  -20.17% 
7 Team Work  -17.58% 
8 Communication Skills -17.25% 
9 Accountability -13.25% 
10 Systematically thinking-cross function -11.38% 
11 Operational Management  -9.67% 
12 Product Knowledge -9.00% 
13 Respect to others -5.46% 
14 Working system and procedure related to 
his/her job -4.67% 
15 Integrity 15.79% 
16 Marketing Management/products selling* - 
* No need for operational staffs 
 
It appears that only the competence of integrity 
exceeds the target, there are still gaps remaining 
negative. The Integrity exceeds the expected target. 
This means that, related to employee job in 
operational area which has job scope relatively 
specific and tight also more comply process-oriented. 
Therefore, the job orientation leads to the 
minimization of error (zero defects). This condition is 
quite different from the scope of the marketing which 
more result oriented, so the way of work is more 
flexible. The job in marketing area leads to maximize 
revenues 
The competency negative gap exceeding 30% can 
be explained as follows : (1) The branch key 
performance indicators (KPI) related to financial 
performance have not been determined and applied 
specifically, (2) Branch management has not have habits  to 
analyze branch financial performance regularly, (3) There is 
no proper socialization from head office and branch 
management about vision mission and corporate strategy, 
(4) Branch management can’t be a role model yet and create 
a forum to evaluate jobs in term of more preparation and 
sustainability, (5) The employees are fresh graduate or come 
from non bank and (6) There has not been a proper training 
related to risk management 
 
III. BUSINESS SOLUTION 
 
To develop employees’ competencies, there are 
some solutions, both in term of managerial strategic 
and technical implementation.  The managerial 
strategic solutions are : (1) Improving the management 
style to more bottom-up and participatory, (2) 
Completion of procedures, work flow and human 
resource systems to provide more clarity and certainty 
for employees development carrier, (3) Dissemination 
of vision, mission, strategy, corporate policy more 
intensively, integratively and effectively to all 
employees, (4) Delivering wider authority to branch 
management, particularly in terms of business 
decisions by remain keeping control through the 
branch Key Performance Indicators (KPI), (5) 
Conducting a structured and comprehensive training 
based on employees competencies required by the 
company.  While the solutions, related to technical 
implementation is conducting a serial training based 
on competency gaps.  The training modules for each 
competency area can be mapped as follow :   
1. Training for Achievement Motivation : (1) The 
importance of achievement to develop employees 
career, (2) Basics of management, (3) 
Understanding  the job description and job 
targets, (4) Elaborating annual targets into 
monthly target, (5) Daily working plan, (5) 
Creating a monthly work evaluation 
2. Training for communication skills : (1) The 
importance of effective communication, (2) The 
basics of effective communication, (3) 
Understanding the audience, (4)Ethics in 
communication, (5) How to deliver arguments in 
communications 
3. Training for problems solving : (1) Problems 
identification accurately, (2) Distinguishing facts, 
opinions, data, information and perceptions in 
defining the problem, (3) The ability to submit 
data and information in analyzing the problem, 
(4) Problem-solving process and establish 
alternative solutions 
4. Training for team work : (1) Building a common 
purpose within the team, (2) Building trust 
between members of the team, (3) Building 
synergies within the group, (4) Building 
proactive culture to share and listen, (5) Building 
an effective teams 
5. Training for integrity : (1) The role of integrity as 
a force to unite people and leadership on the 
commitment to comply with the ethical, legal, 
regulatory work, corporate values, strategy, 
systems, procedures, assessments, work 
processes, and organizational structure, (2) The 
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impact of the loss of integrity, (3) The way to 
built work with integrity, such as: how to make a 
decision, keeping the company reputation, 
performing their assignment and responsibilities, 
maintain integrity, work on business and work 
ethics.(4) The way to deal with stress in the 
workplace, keeping productivity and quality, 
intelligent, (5) How to keep integrity in a 
company, (6) Integrity in dealing with conflicts 
of interest., (7) Cases study : the impact of loss 
of integrity of employees and company 
6. Training for accountability : (1) Understanding 
the job description of each employee, (2) 
Sanctions against an employee who is negligent 
in doing his/her job, (3) Terms of employees and 
officer staff authority in making decisions 
7. Training for respect to others : (1) Service dan 
service excellence, (2) Internal dan external 
customer, (3) Understanding customer types, (4) 
Customer Behaviour, (5) Customer Relationship 
Skill, (6) Emotional quotient as a basic for 
service excellent, (7) Ethics in service excellent, 
(8) Communication techniques to develop 
customer quality 
8. Training for marketing management/products 
selling : (1) Basic marketing and selling of sharia 
banking products, (2) How to set the marketing 
mix, (3) Marketing plan & Strategy, (4) Efecive 
marketing and selling skills, (5) Evaluation and 
control of marketing/selling 
9. Training for risk management : (1) Risk and 
banking regulations, (2) Introduction to market, 
credit and operational risk, (3) Supervision, 
disclosure and governance 
10. Training for operational management : (1) 
Operations of sharia banking`, (2) Basic of 
banking transactions, (3) The principles of 
prudential banking, (4) Standard Operating 
Procedure (SOP) of banking operations, (5) Time 
management 
11. Training for Systematically thinking-cross 
function : (1) Segregation of functions within the 
bank as security and controls, (2) How to 
harmonize between segregation and integration 
functions , (3) Input - output mechanism inter 
department within the bank 
12. Training for product knowledge : (1) Basic of 
sharia Banking product, (2) Knowledge of 
product feature 
13. Training for  Product selling approval process : 
(1) The organizational structure of branches and 
headquarters, (2) Financing and funding approval 
process, (3) The function of each department in 
the financing and funding process, (4) Financing 
Committee members and the approval limit 
14. Training for Working system and procedure 
related to his/her job : (1) Working procedures of 
each related department , (2) The impact of 
violation of the procedures 
15. Training for Understanding company/business 
unit financial statement : (1) The basic of sharia 
banking accounting, (2) The process of preparing 
financial statements for bank and branches, (3) 
Reading the financial statements of banks and 
branches 
16. Company vision, mission and strategy : The 
company vision, mission and strategy refers to 
Business Plan 
 
The module will be implemented to managerial and 
non managerial staff, but there are some additional 
modules for managerial staffs, as follow : 
1. Training for Achievement Motivation : (1) 
Effective Coaching and monitoring, (2) Know 
your employee, (3) Thinking out of the box 
2. Training for communication skills : (1) How to 
be a good listener, (2) How to communicate 
effectively in term of verbal and written, (3) How 
to develop persuasive power in communication 
3. Training for problems solving : (1) Logical 
Framework Approach (LFA) and SWOT in 
problems solving process, (2) Determining a best 
alternative and solution technique 
4. Training for team work : (1) An effective team 
leadership, (2) An effective job allocation to 
team member, (3) Building effective feed backup 
as a performance monitoring tools to sub 
ordinate, (4) Coaching as a tool to develop sub 
ordinate 
5. Training for integrity : (1) Integrity in dealing 
with external parties, (2) Fraud Management 
6. Training for accountability : (1) Sharia Banking 
Act , (2) Good Corporate Governance (GCG) for 
banking industry 
7. Training for respect to others : (1) How to 
investigate customers needs 
8. Training for marketing management/products 
selling : (1) Integrated marketing 
communication, (2) Marketing decision in 
critical time 
9. Training for risk management : (1) Management 
and regulation of market and treasury risk, (2) 
Management and regulation of credit and 
operational risk 
10. Training for operational management : (1) 
Creating a proper innovation, (2) Techniques to 
deliver effective reward and punishment to sub 
ordinate 
11. Training for Systematically thinking-cross 
function : Techniques to set up inter-department 
frame work 
12. Training for product knowledge : (1) Fatwa  of 
Sharia National Board and The Central Bank 
regulation about sharia banking, (2) Comparative 
study of sharia banking products 
13. Training for  Product selling approval process : 
The crucial problems in approval process of 
financing and funding 
14. Training for Working system and procedure 
related to his/her job : (1) The central bank 
regulation related to the procedure, (2) Critical 
study of the procedure 
15. Training for Understanding company/business 
unit financial statement : Transforming the 
financial statement into real banking/branch 
activities 
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16. Company vision, mission and strategy : The 
relation of his/her job functions and scope of the 
branch work toward the achievement of the 
vision, mission and strategy 
 
The Training will be conducted through combining of 
multiple methods, namely: (1) classical, (2) on the job 
training, (3) e-learning. These methods are developed 
by training techniques that encourage two-way 
communication, the opportunity to share opinions, 
role play, a group discussion to discuss the real case 
and doing presentations also games. Especially 
training for soft competence, the methods are enriched 
by the following: 
1. The awareness process of self potential, the 
purpose of life, the meaning of success, the power 
of dreams and the motivation to conquer the life 
challenges 
2. Storytelling about the history of human life, the 
human challenges, the human limitations to 
reaching the challenge and their inner-power of 
motivation to succeed. 
3. Using multimedia tools, such as audio visual to 
convey the training modules so the trainer can 
control participants emotions 
4. Conducting games and role play, which are 
immediately followed by an explanation and an 
appropriate assignment refers to theirs real jobs 
5. Especially to the managerial staff, they must be 
assigned as an initiator to conduct a forum to 
periodically discuss among alumni participants. 
 
IV. CONCLUSION AND IMPLEMENTATION PLAN  
 
Based on the study , it can be stated some 
conclusions : (1) Most of branch employees 
competence show negative gap against the 
competency targets , (2) The competency negative 
gaps for branch’s managerial level staffs are larger  
than the gaps of branch’s non-managerial staffs, (3) 
All competency of branch’s managerial level staffs 
show negative gaps , (4) There are some competencies 
of branch’s marketing staff/account officers (A/O) 
which exceed the target, they are product selling 
approval process, communication skills, working 
systems and procedures related to his/her job, product 
knowledge and systematically thinking-cross 
function., (5) The only competencies of branch’s 
operational staffs which exceed the target is integrity., 
(6) The negative gaps generally are caused by: (a) 
Externally recruitment which have not been followed 
by adequate developments/trainings, (b) Target market 
has not been determined specifically, (c) The 
management style are still dominated by top-down 
approach instead of bottom up, ( d) Dissemination of 
company’s vision, mission, policies and rules have not 
been effective, and e) There have not been employee 
trainings based on competencies needed  by the 
company. 
Training and learning are needed to develop their 
competency.  It should be done based on the following 
stages: (1) Setting priorities based on the competence 
negative gap, (2) Selecting external and internal 
trainers, according to trainer qualifications, (3) 
Preparing training materials and infrastructures, (4) 
Determining trainings schedule, (5) Selecting 
participants, (6) Implementing training. Prioritization 
of training is conducted by the consideration of 
similarity or resemblance to the competence gap 
between managerial employees and non-managerial 
level. Another consideration is the combination of the 
training sequence between soft skills and hard skills. 
This is necessary because on any soft skill training, 
participants are reminded again of the self potential, 
the meaning of success and other matters as are 
described in the previous chapter.  
 
To implement them, there are several activities  :  
 
Table 4. Implementation Plan 
 
 
* 6 – 12 : June - dec 
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